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Unemployment Compensation Modernization and Improvement Council 
ODJFS Follow-Up Material 

 
1. Current unemployment programs: 
 The federal Consolidated Appropriations Act of 2021, signed December 27, 2020, extends 

and amends the pandemic unemployment programs through March 12, 2021.  
 There are different programs under the Consolidated Appropriations Act: 

o Pandemic Unemployment Assistance (PUA) 
o Extended Benefits (EB) 
o Federal Pandemic Unemployment Compensation (FPUC)  
o Mixed Earner Unemployment Compensation (MEUC) New Program  

 The provisions contain complex additional requirements.  As such, detailed guidance from 
U.S Department of Labor (DOL) must be analyzed before system programming can be 
conducted and benefits paid. This can create a bottleneck, but it’s a critical step in order to 
properly deliver these programs. 
 

2. What percent of payments are direct deposit vs. check vs. ReliaCard? 
 Payment options include direct deposit, ReliaCard, and paper check. All direct deposits 

and ReliaCard payments are transmitted by U.S Bank. Paper checks are distributed by 
ODJFS. 

 Claims Transactions and Payment Processes: 
o All transactions must be under the National Automated Clearing House Association 

(NACHA).  No transactions are issued to foreign banks.  
o NACHA governs the thriving ACH Network, the payment system that drives smart, 

safe, and fast direct deposits and direct payments with the capability to reach all 
U.S bank and credit union accounts. 
 

Type of Payment Payout by Percentage 

OJI PUA 

Direct Deposit: 87% Direct Deposit: 79% 

ReliaCard: 12% ReliaCard: 21% 

Paper Check: 1% Paper Check: N/A 

 

3. Need a list of all the financial institutions where payments have gone. 
A.  Breakdown the percentages of how many direct deposit payments go through 

each bank (ex. What percent go through Chase, KeyBank, etc.?) 
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 JFS (OUIO) does not deposit funds into an account. We transmit payment files out 
of both systems (OJI and PUA) to US Bank who then distributes the ACH payments 
and issues debit card per the claimant’s preference. US Bank is unable to tell us 
how many UI funds were deposited into which banks without a fair amount of 
manual intervention.  

 Currently, JFS is unable to accurately tie payments retroactively to particular 
institutions. While bank accounts are associated to the claimant, at the time a 
payment is issued, the information is placed in the banking interface file and not 
associated to a payment ID.  

 We can provide a list of all 17,804 financial institutions US Bank does do business 
with. 

B. Are there any foreign banks?  
 No, foreign bank transactions are not allowable.  
 US Bank confirmed they do not transmit ACH deposits to foreign institutions. 
 

4. Why is a full social security number required on the identity theft portal?  
 Social security numbers are the single most reliable way to confirm an individual’s identity. 

If someone is uncomfortable providing the full SSN, they can call the hotline (833)-658-
0394 and speak with an agent. 

 Removing the full SSN limits the efficiency of matching claimants to those reporting ID 
theft.  

 
5. Can a claim be submitted using the same individual’s information more than once? 
 Fraudsters are submitting claims utilizing individuals' information to create fictitious 

identities to receive unemployment benefits. 
 When PUA was originally created, there were high levels of fraudulent activity because it 

allowed recipients to self-certify both their eligibility and their earnings history.  
 When multiple claims are made using the same datapoint (address, bank account, email 

address, IP address, others), we identify those claims as suspicious and hold payment until 
the claimant's identity can be verified. 

 The Benefit Payment Control (BPC) within ODJFS has implemented several new tools to 
report potential identity theft and OUIO continues to change and adapt processes to 
minimize attack.  

o Online identity theft reporting. 
o Employer and individual reporting portal. 

 
6.  How can a person receive multiple ReliaCards? 
 We have learned recently that for PUA applications, a ReliaCard is generated and mailed 

once the application is complete. This contrasts with traditional UI applications that only 
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mail the ReliaCard once the claim has been approved. We are working with our vendor 
(Deloitte) to hold the ReliaCard until the claim is approved.  
 

7. What has been the largest single fraud payment paid out?  
 The highest PUA fraud payment was $36,586 
 This datapoint is not easily identifiable within the traditional UI program due to the data 

management capabilities. 
 

8. What is the largest # of payments made to one name/or address?  
 We allow the same address to be used up to 3 times. This is in order to capture more than 

one family member potentially filing for unemployment.  
 

9. Where are we with meeting our 21-day processing goal?  
 The majority of claims filed December through February took an average of 29 days of 

when they were filed to issue a determination.  
 For non-monetary issues adjudicated in January and February across all units, the average 

number of days to process was 74. 
 

10. Delays from employers reporting fraud and when the claim is stopped:  
 OUIO has implemented an identity theft reporting portal for employers and individuals to 

report identity theft. 
 When employers report fraud via this portal, the claims are flagged in the nightly 

processing and payment are prevented. 
 Prior to this portal being implemented, a backlog of manual reporting existed.  During this 

time reported identity theft by employers could take several weeks for claims to be flagged 
and payment stopped. 

 
11. What databases do we check against when deciding to play a claim?  
 To maintain the integrity of our fraud mitigation activities we are unable to share this 

information in a public forum. 
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12.  Summary of all traditional claims filed since March 2020:  
 As of Monday, 3/1/2021: 

 

13.   What is the average time between requesting a callback and when the request is made 
with the call center feature?  
 Tier 1 handle basic Unemployment Insurance related FAQ Questions and support low 

complexity problem resolution like PIN reset, fact finding and entering claims. 
 Tier 2 supports Tier 1 in addition to complex issue resolution including held payments, 

pending claims, and Shared Work Ohio. 
 Tier 3 manage claimant inquiries related to pending claims, review claims and 

make decision on program eligibility and approve or deny claims. 

 

14.  What is the average wait time to get into the call center queue?  
 

Average Wait Time - UI Tier 1 Tier 2 Tier 3 
January 00:38:10 00:16:11 00:16:18 
February 00:43:11 00:25:05 00:19:54 

 
Average Wait Time - PUA Wait Time 
January 00:10:54 
February 00:05:29 

 
 Once a Claimant is holding for a Tier 2 Agent, the hold message gives the Claimant an 

opportunity to schedule a call back once an Agent becomes available.   
 Additionally, at any point while an Agent is speaking with a Claimant, the Agent can 

schedule a call back using our scheduler tool as far out as 2 weeks from the current 
date.  The scheduler tool also allows the Agent to see if there is a slot available same day.   

 The Scheduler makes 3 attempts to call the Claimant back, 20 minutes apart between 
calls.  If the Claimant does not pick up on the third attempt a message is left for the 
Claimant to call us back.  The message also informs the Claimant that they will not have 

Status Count Percentage 
Approved 1,186,619 48.2 
Denied 703,389 28.6 
Withdrawn 40,163 1.6 
Pending 530,483 21.6 
Total Applications 2,460,654 100% 

Average Callback Time - UI 
Tier 2 Tier 3 
00:21:54 00:26:50 
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to wait in line if the Claimant calls back within 24 hours from the same number in the 
Scheduler. Their call is moved to next in queue for answer by a Tier 2 Agent. 
 

15. Summary of “Dropped Calls” in Unemployment Call Center: 

 Below are figures for the call center including the average wait time to speak to a hotline 
representative (PUA and UI). The “Number of Dropped Calls in Queue” refers to callers 
dropping off from the call. At no point will the hotline drop anyone from the queue, unless 
the caller voluntarily leaves.  
 

Date Number of Dropped Calls in Queue 
(This refers to the caller initiating leaving the queue) 

01/03 - 01/09 36,168 
01/10 - 01/16 36,112 
01/17 - 01/23 22,343 
01/24 - 01/30 37,735 
01/31 - 02/06 35,429 
02/07 - 02/13 24,974 
02/14 – 02/20 29,628 
02/21 – 02/27 45,141 
Average 36,863 
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16. Call Center Queue Data: 
 Below are figures related to the average number of calls that do not enter the queue. Data 

below is for the first week of January through February 11, 2022. The hotline saw an 
average of 200,000 calls from January through February 12th. 

 

Traditional UI 
Call Volume 

Total 
Calling 
the IVR 

Did Not 
Enter 
Queue 

Attempt to 
Enter 
Queue 

Blocked Due 
to Queue Cap 

Entered 
Queue 

Calls 
Abandoned 
in Queue 

01/03 - 01/09 631,574 181,765 449,809 340,167 109,642 36,168 
01/10 - 01/16 509,338 152,065 357,273 241,664 115,609 36,112 
01/17 - 01/23 827,126 302,630 524,496 426,504 97,992 22,343 
01/24 - 01/30 733,811 227,612 506,199 378,613 127,586 37,735 
01/31 - 02/06 556,567 178,643 377,924 264,046 113,878 35,429 
02/07 - 02/13 574,849 190,608 384,241 265,016 119,225 35,819 
02/14 – 02/20 545,157 211,460 333,697 23,3837 99,860 29,628 
02/21 – 02/27 395,094 124,793 270,301 128,831 141,470 45,141 
Average 505,033 175,620 329,413 209,228 120,185 36,863 

 

Traditional PUA 
Call Volume 

Total 
Calling 
IVR 

Did Not 
Enter 
Queue 

Attempt to 
Enter 
Queue* 

Blocked Due 
to Queue Cap 
or Hours* 

Entered 
Queue 

Calls 
Abandoned 
in Queue 

01/03 - 01/09 292,226 140,193 152,033 67,109 84,796 11,542 

01/10 - 01/16 145,916 367 145,549 55,676 89,685 11,687 

01/17 - 01/23 542,277 260,111 282,166 178,735 103,317 26,808 

01/24 - 01/30 171,424 204 171,220 65,208 105,895 21,229 

01/31 - 02/06 154,028 6,363 147,665 61,191 86,324 9,807 

02/07 - 02/13 202,863 9,734 193,129 73,075 119,890 43,097 
02/14 - 02/20 204,337 12,503 191,834 78,060 113,651 65,558 
02/21 - 02/27 162,522 15,472 147,050 34,289 112,597 43,500 
Average 189,907 44,476 171,012 61,808 115,379 50,718 

 
 

 

*includes all hours, not only business hours 


